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DRS Management System
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Phone interviews with 1,150 
retirees in the past 13 months

 752 PERS members
 160 TRS members
 179 SERS members
 44 LEOFF members
 7 PSERS members
 8 WSPRS members



Customer Interview Themes

▪Positive

 Phone Service - quality of the guidance and 
information and attitude of the team members

 General Positive - nothing to change or improve, DRS 
gets an A+ or 10 out of 10 

 Retirement process/application - the process was 
easy to understand, efficient and worked well



Customer Interview Themes

▪Opportunities

 Online Retirement Application – guidance and 
status updates

 Retirement process/application – confusion 
about the process and status

 Forms/Publications - needing to call for 
assistance



Workload Metrics
Retirements

R² = 0.8672
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Phone Data

R² = 0.6158
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Calls vs. Avg ACD Time

Calls Answered Calls Abandoned

Avg ACD Time Linear (Avg ACD Time)
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Paying Benefits
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Four System/Plans over 40% for Q1/14:

10%

20%

30%

40%

50%

60%

Ju
l-

12

A
u

g
-1

2

S
ep

-1
2

O
ct

-1
2

N
o

v-
12

D
ec

-1
2

Ja
n

-1
3

F
eb

-1
3

M
ar

-1
3

A
p

r-
13

M
ay

-1
3

Ju
n

-1
3

Ju
l-

13

A
u

g
-1

3

S
ep

-1
3

O
ct

-1
3

N
o

v-
13

D
ec

-1
3

Ja
n

-1
4

F
eb

-1
4

M
ar

-1
4

A
p

r-
14

M
ay

-1
4

Ju
n

-1
4

P
ct

o
f 

A
p

p
li

ca
ti

o
n

s 
vi

a
 O

R
A

OP5a-Online Retirement Applications 

▪ Q1/14: 73% completed in 10 days
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OP5d-Estimates Turnaround 
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LEOFF 2 – 46% PERS 2 – 43%

PERS 1 – 41% PERS 3 – 46%
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O8-Ideas Implemented 

29 ideas implemented this quarter

Team Engagement



Next Steps

 Stabilize the Contact and Processing Centers

 Hold the Gain on Lean Improvements

 Employer Reporting Decision Package



Questions?


